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The primary objective of Essentials of Services Marketing: Concepts, Strategies
Cases, 2e is to provide materials that not only introduce the student to the field of
services marketing, but also acquaint the student with specific customer service
issues. The business world now demands, in addition to traditional business
knowledge, increasing employee competence in customer satisfaction, service
quality, and customer service - skills that are essential in sustaining the existing
customer base.
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Editorial Review

About the Author
K. Douglas Hoffman earned his master's and doctorate degrees from the University of Kentucky and his
bachelor's degree from The Ohio State University. He has been formally recognized for teaching excellence
and has served as past education coordinator for the Services Marketing Special Interest Group of the
American Marketing Association. Dr. Hoffman currently is a professor of marketing and has taught such
courses as Principles of Marketing, Services Marketing, E-Marketing, Retail Management, and Marketing
Management. His primary teaching and research passion is services marketing. He launched the first services
marketing classes at Mississippi State University, the University of North Carolina at Wilmington, and
Colorado State University. Prior to his academic career, Dr. Hoffman was actively involved in his family-
owned golf course business, served as a distribution analyst for Volkswagen of America, and worked as a
research analyst for the Parker Hannifin Corp. His current research and consulting activities are primarily in
the areas of customer service/satisfaction and services marketing education. Dr. Hoffman has coauthored two
other South-Western/Thomson Learning texts: Essentials of Services Marketing and Managing Services
Marketing, both with John E. G. Bateson.

Now a private consultant in the services sector, John E.G. Bateson previously served as Group Chief
Executive Officer of SHL Group and was a Senior Vice-President and Practice Leader with Gemini
Consulting in the Gemini Group. He has also taught as Associate Professor of Marketing at the London
Business School in England, and was a visiting associate professor at the Stanford Business School. Prior to
teaching, he was a brand manager with Lever Brothers and a marketing manager with Philips. Dr. Bateson
holds an undergraduate degree from Imperial College, London, a master's degree from London Business
School, and a Ph. D. in marketing from the Harvard Business School. He has published extensively in the
services marketing literature, including in the Journal of Marketing Research, the Journal of Retailing,
Marketing Science, and the Journal of Consumer Research. He is also the author of Managing Services
marketing: Text and Readings (Dryden) and Marketing Public Transit: A Strategic Approach (Praeger). Dr.
Bateson was actively involved with the formation of the services division of the American Marketing
Association, where he served on the Services Council for four years and has chaired sessions of the AMA
Services Marketing Conference. He also served on the steering committee of the Marketing Science Institute.

Users Review

From reader reviews:

Deborah Allen:

Now a day individuals who Living in the era wherever everything reachable by interact with the internet and
the resources within it can be true or not involve people to be aware of each info they get. How many people
to be smart in obtaining any information nowadays? Of course the solution is reading a book. Reading
through a book can help men and women out of this uncertainty Information mainly this Essentials of
Services Marketing: Concepts, Strategies and Cases book because book offers you rich info and knowledge.
Of course the data in this book hundred percent guarantees there is no doubt in it you probably know this.



Valerie Bell:

Is it a person who having spare time after that spend it whole day through watching television programs or
just telling lies on the bed? Do you need something new? This Essentials of Services Marketing: Concepts,
Strategies and Cases can be the solution, oh how comes? It's a book you know. You are therefore out of date,
spending your extra time by reading in this new era is common not a geek activity. So what these ebooks
have than the others?

Stephanie Dillard:

Don't be worry should you be afraid that this book can filled the space in your house, you could have it in e-
book way, more simple and reachable. This Essentials of Services Marketing: Concepts, Strategies and Cases
can give you a lot of good friends because by you looking at this one book you have point that they don't and
make you more like an interesting person. This kind of book can be one of a step for you to get success. This
book offer you information that possibly your friend doesn't learn, by knowing more than various other make
you to be great people. So , why hesitate? We need to have Essentials of Services Marketing: Concepts,
Strategies and Cases.

Thomas Pilcher:

Some individuals said that they feel bored when they reading a book. They are directly felt the idea when
they get a half parts of the book. You can choose typically the book Essentials of Services Marketing:
Concepts, Strategies and Cases to make your personal reading is interesting. Your own personal skill of
reading ability is developing when you like reading. Try to choose easy book to make you enjoy to read it
and mingle the idea about book and looking at especially. It is to be initial opinion for you to like to available
a book and learn it. Beside that the publication Essentials of Services Marketing: Concepts, Strategies and
Cases can to be your friend when you're truly feel alone and confuse using what must you're doing of these
time.
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